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Abstract 
This paper attempted at evaluating the services delivery of the Welfare Department in Perak, Malaysia offered to the vulnerable 
groups in achieving good governance and social sustainability. Improving the quality of government delivery system is 
challenging, but effective delivery systems were crucial in achieving the people’s satisfaction level. This study applied a face to 
face semi-structured questionnaire survey to 250 respondents from varies category of vulnerable and disadvantaged group within 
Perak. This research identified there was a relationship between service delivery system performed by government agencies and 
the quality of life of the respondents, in the context of social sustainability for human security. The findings from this research 
offer several recommendations for improving the government delivery system in Perak. 
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1. Introduction 
Sustainability stresses on the longevity of social well-being of all fellows of the community including health, 
education, social interaction, recreational, religious freedom and cultural-value or beliefs expression, among others1. 
Currently, many initiatives at all levels intended to increase the opportunities for these vulnerable and disadvantaged 
groups to participate in the collective activities of the community have been took places. Their impact in terms of 
outcomes is less than satisfactory2. Hence, these groups were continued being excluded from the society and faced 
real difficulties in accessing employment, education, housing, and public spaces and facilities. 
Social equality and equal opportunity for all has emerged as the key component of social sustainability for 
majority developed countries. Realization on the important of social equality and equal opportunity for all, especially 
to the disabled,  the vulnerable and disadvantages groups, the implementation of government delivery services to 
these groups has become one of the main indicators to measure the effectiveness and efficiency of services delivered 
and offered by the government. Although in most developing countries, improving the quality of government 
delivery system is quite a challenge, awareness towards social rights of these fewer fortunate groups needs to be 
promoted. With this intention, joint effort has been initiated by the policy and decision makers, with the support and 
help from the developers and operators in ensuring the vulnerable and disadvantaged group receive maximum 
quality of life. This research highlights varied demographic characteristics of the vulnerable and disadvantaged 
group of people in Perak as well as the service delivery performances rendered to them. 
 
Research Objectives 
 
i. To determine what is considered the vulnerable and disadvantaged groups in the study area. 
ii. To recognize the current issues regarding service delivery of Social Welfare Department in Perak, 
towardsvulnerable and disadvantaged groups. 
iii. To evaluate the performance of service delivery, by Social Welfare Department in Perak, towards 
vulnerable and disadvantaged groups. 
 
2. Literature Review 
Good governance guaranteed the vulnerable and other disadvantaged groups to be included in the decision-
making processes and considered the provision of services that affect the latter’s by formulating various positive 
policies and programmes. Therefore, there is an essential need to evaluate the local government’s performance as the 
public is concerned about quality services and the greater role is expected from local governments towards the 
vulnerable and disadvantaged groups in Perak. 
2.1. Excellent Performance 
 An excellent service delivery performance is acknowledged by the accomplishment of a given task measured 
against certain known standard of accuracy, completeness, cost, and speed3. In addition, the delivery assessment has 
been used as an indicator to attain excellent performance in delivering services specifically to the vulnerable and 
disadvantaged groups. 
Meanwhile, the performance measurement is considered as a core element for the successful operation of the 
intended party and performance management in the public service. In addition, the performance management has 
been described as a series of process consists of shared understanding on a particular achievement and how it is to be 
achieved. It is an approach to increase the probability of achieving success as it allows people to identify their own 
unique contribution to the achievement of the objectives of their organisation4. 
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2.2. Service Delivery Evaluation Performances 
Human rights or citizen rights always have been the major concern for every development policy. It has been 
reported in5 that each community play a significant role in ensuring the stability of their economic, social and 
political growth as human rights set out safeguards, based on fundamental ethical principles.  
Nevertheless, it will help government agencies to identify and address discriminatory and inequity more 
effectively as it can strengthen the accountability aspects of planning and evaluation. In all these areas, it can 
improve performance in distinctive ways 6. 
2.3. Social Welfare Department 
In the context of Malaysia and State of Perak, the responsible government agencies to oversee the wellbeing of 
this vulnerable and disadvantage group of people is Department of Welfare under supervision of Ministry of 
Women, Family and Community Development. The Department of Welfare has first established in 1946. Thus, the 
role and function of welfare’s Department has emerged since Second World War until now, focusing on the social 
well-being and providing prevention and rehabilitation centre. 
In Perak, the existing many vulnerable and disadvantaged groups including those categorized under disability, 
children, youth, women, the elderly, the poor, disabilities people, families, single parents and they were registered 
under Social Welfare Department. According to the statistics from the Department of Social Welfare, the registered 
number of disabled people stood at 34,639 in year 2011. 7  
2.4. The Vulnerable and Disadvantaged Groups  
The vulnerable are those people experiencing a higher risk of poverty and social exclusion than the general 
population, including immigrants, disabled persons, veterans, the homeless, those struggling with substance abuse, 
isolated elderly people, and children8.Although the vulnerability always is associated with poverty,” some of the 
poor are not poor all the time”9. 
In general, the term vulnerability always refers to the exposure of possibility emergency, pressure, and difficulty. 
Low monthly income frequently caused vulnerability as both situations resulting serious risks and weakness against 
deprivation10.Thus, there is a need to clearly understand the term vulnerability as numerous experts worldwide have 
explained with varies theories of vulnerability. 
Nevertheless, vulnerability may involve both internal and external dissimilarity. Vulnerability have two sides 
where “an external side of risks, shocks and stress to which an individual is subject to; and an internal side which is 
being defenseless that resulted in terms of the lack of coping without damaging loss”11. Hence, experiencing loss 
will give harm to the individual physiology, motivational as well as economically expansion. 
On the other hand, Moser emphasizes that the existing of vulnerability is based on two-step model by applying 
the concept of sensitivity and resilience that has modified the above statement12. Vulnerability occurred not only by 
recognizing the threat, but also by acknowledging its responsiveness in the utilization of opportunities while 
adjusting with the different environment. It also can be understood, as to how the vulnerable group people survived 
and managed their hardship to keep up with the current environment13. He also added that the vulnerable has the 
capability to own a own property. Hence, the more assets people have, the less vulnerable they are. 
Meanwhile, the disadvantaged are people locally and globally who have been denied access to or are unable to 
access resources found useful by the majority of society who were also the victims of injustice. These groups can 
include the orphans, the families living in poverty, the children living in abusive environments, the modern day 
slaves, the victims of domestic violence, and the disabled persons. In essence, the disadvantaged groups are “ the 
people who are denied free access to the guaranteed rights”14. 
 By referring to socio, economic, cultural perspectives, the categorization of these groups may vary 
according to the geographical situation. However, the disadvantages groups of people often consist of women, 
children who are that socially, economically, culturally facing disability. It is suggested that poverty remains as the 
major reason in degrading the status of these people who are categorized under the disadvantaged 
groups15.Therefore, it is recommended that these disadvantaged groups of people are likely to “clump together” and 
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only interacted among themselves which resulted in poor outcomes for the children16.This unlikely situation, 
therefore, has directly caused social exclusion17. 
2. 5.Study Area  
The Study Area, Perak is a state in Malaysia, with a population density of 2.5 million in year 201314 and expected 
to increase up 2 million populations in year 2020.The vulnerable and disadvantaged groups were registered under 
Social Welfare Department in various districts of Perak. However, according to the statistics from the Department of 
Social Welfare, the registered number of disabled people recorded was 34,639 in year 2011 and expected to increase 
year by year. 
 
Thus, to be qualified for the registration and received assistance from Social Welfare Department, the vulnerable 
and disadvantaged groups need to possess the respective criteria’s; 
 
Table 2.1. Social Welfare Department’s Criteria for Eligibility of Receiving assistance 
 
No Type of Assistance Type of Allowances Eligibility Criteria’s 
1 Children Financial 
Assistance (Bantuan 
Kanak -Kanak ) 
x RM100 (31 USD) per child. 
x Maximum of RM450 (140 
USD) per month for more 
than four (4) children in one 
family 
x Families who are taking care of the child (children) of: 
a) Children under the age of 18 years. 
b) Children of school age, to continue 
schooling. 
c) Orphaned children / orphans. 
d) Children who have parents / guardians who 
cannot afford or lost their livelihood because 
of sickness, disability, sick or dependent 
prisoners or detention centers. 
 
2 Foster Child Financial 
Assistance (Bantuan Anak 
Pelihara) 
x RM250 (78 USD) per child.  
x Maximum of RM500 per 
month, for family care of 
two (2) children or more. 
x Children under the age of 18 years 
x Children who have no parents. 
x Children who are living with temporary family. 
x Children who not adopted through the Adoption Act 
1952 or the Adoption Registration Act 1952. 
x Children taken from “Child Adoption Program" 
operated by JKM. 
 
* Remarks: family of children income limit is not fixed 
3 Financial Assistant for 
Elderly (Bantuan Orang 
Tua (BOT)) 
x RM300 (93 USD) per 
month 
x Senior citizens aged 60 years and above. 
x  No specific source of income for a living. 
x No family or a family cannot afford to contribute. 
4 Allowance for Disabled 
Workers (Elaun Pekerja 
Cacat) 
x RM300 (93 USD) per 
month 
x Disabled registered with the Department of Social 
Welfare.  
x Self-employed or employers.  
x Income not exceeding RM1, 200 per month.  
x Not living in an institution, which has provided 
accommodation facilities, food and drink and clothes 
for free. 
5 Launching Grant (GP) x One off payment, maximum 
of RM2, 700 (839 USD) 
x Monthly aid recipients who can undertake a project 
such as single mothers or their children. 
x Persons with Disabilities (Disability). 
x Former student of Welfare Institutions. 
6 Disaster Assistance (BB) x One off payment, maximum 
of RM5, 000 (1554 USD) 
x Disaster Victims of the poor family to meet the needs of 
daily life 
7 Assistance with 
Prosthetic / Assistive 
Devices (Bantuan Alat 
Tiruan) 
x Based on the actual rate 
instruments 
 
x Disabled persons registered with JKM. 
x The household income ceiling is not more than RM700 
per month 
x Recommended by a doctor or medical specialist. 
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8 * General Assistance  
(BA) 
* Rates are for the Region 
Kuala Lumpur and 
Labuan. Rates for other 
states are different 
x Monthly assistance rates 
are the rates set by the State 
Authority. 
x The rate of home repair 
assistance is maximum 
RM2, 500 (778 USD) or an 
amount set by the State 
Authority. 
x Other assistance rates as 
well as the client's needs. 
x Household income below RM700 per month or the 
level of the poverty line (according to their respective 
states) 
x Stranded case. 
x Destitute. 
x Cases of women and girls and so on. 
x Family needs and is not capable of taking care of them 
9 School Assistance x The actual rate: 
a) School fees 
b) Examination Fees 
c)  Workbook / 
miscellaneous 
d) Freight 
e)  Uniforms RM180.00 
a year (SRK) 
andRM220.00 a year 
(SMK) 
x Poor children, orphan / orphans, disabled 
x Children who have parents / guardians who cannot 
afford, while the search drop out, an excuse for sick or 
disabled @ dependent prisoners or detention center 
x Monthly family income of not more than RM700 
(218) per month. 
10 Apprentice Training 
Allowance 
x RM200 (62 USD) a month x Children are receiving monthly financial assistance 
JKM. 
x Former trainees JKM institutions. 
x JKM probation supervision cases 
11 Assistance for PWD that 
can’t work (Bantuan 
OKU Yang tidak 
berupaya bekerja) 
RM150 per month. x Malaysian citizen and resident in Malaysia. 
x Source of individual income does not exceed the 
poverty line. Source of income refers to income 
received by individuals, including Invalidity Pension, 
pension issues, pension, SOCSO, the monthly 
assistance, insurance and others. 
x Registered disabled with JKM. 
x Checked by the medical officer for suspicious cases. 
x Aged between 18-59 years. 
x Not receiving monthly assistance schemes available 
from JKM. 
x Non-participants of Community Rehabilitation 
Programme (CBR) and care / rehabilitation 
programmes managed by government agencies and 
NGOs 
x For families who receive monthly assistance includes 
displaced Disability Care Assistance (PPA) with 
income below the poverty line, this assistance can be 
considered to the applicant. 
Source: Retrieved at [15] 
 
3. Methodology 
This study applied a face to face semi-structured questionnaire survey to 250 respondents from varied category of 
vulnerable and disadvantaged group within Perak. It was adopted convenience sampling, which was part of non-
probability sampling. Even though non-probability sampling can be vulnerable to biasness because researcher may 
have no firm guidelines for selecting respondents18, the method was applied due to cost and time constraints. In 
determining suitable sample size, Yamane formula has applied the following algorithm for sample size calculation19: 
 
n = ______ 
1+N (e) ² 
Where: n = Sample Size 
N = Population Size 
e = Level of Precision (assumed 10%) 
 
N
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Besides, the application of Likert-Scale in the questionnaire applied to figure out to the extent to which 
respondents thought that the social welfare department should provide the services and respondents’ perception and 
the reaction towards the current service delivery mechanism provided. Literary sources are an integral part of the 
research process18.The questionnaire survey was successfully distributed within two weeks in a month February, 
2014. 
 
The questionnaire survey was divided into three categories, consisting of: 
a) Section A: Perception and reaction of respondents towards the effectiveness service delivery mechanism as 
according to Client Charter 
b) Section B: Perception of respondents/clients towards overall service delivery performances of Social 
Welfare Department 
c) Section C: Respondent’s Socio-demographic characteristic 
 
There were some limitations faced by the researcher during the data collection stage. One limitation is that  the 
study will  generalize findings only to Perak State. Therefore, any discussion pertaining to vulnerable and 
disadvantaged groups in other states has been excluded. To be specific, the research focused on people with 
disabilities (PWD), senior citizen/elderly, children and orphans. The researcher was targeting at 300 respondents for 
the said survey. However, due to time constraint and geographical limitation; only 250 forms returned were analysed 
after data cleaning. 
4. Analysis 
The result below indicates that the majority of the respondents are Malay with 57.8% (214), followed by Chinese 
with 24.9 % (92) of the respondents. Meanwhile, Indian has the least respondents answered the questionnaire survey 
with 17. 3 % (64). (See Table 4.1) 
 
Table 4.1. Summary of Socio-Demographic Distribution 
 
Variables  Frequency Percentage (%) 
 Malay 144 57.8 
Ethnicity  Chinese 62 24.9 
 Indian 43 17.3 
 Male 138 55.1 
Gender Female 112 44.9 
 <20 years old 37 14.9 
Age Classification 21—30 years old 63 25.1 
 31-40 years old 81 32.2 
 41-50 years old 26 10.5 
 >51 years old 43 17.3 
 Primary school 105 41.9 
Education Level Secondary school 120 48.1 
 Diploma 19 7.6 
 Degree 6 2.4 
Source: Questionnaire Survey (2014) 
 
The majority of the respondents were aged between 31- 40 years old and most of them were male respondents 
(32.2). This was followed by respondents aged between 21 - 30 years old (25.1%), and there were also 64 
respondents aged more than 51 years old (17.3%) participate in the survey. The least respondents were from the 
range aged 41-50 years old (10.5 %). In addition, the different age group pointed out how different the way of 
thinking might be included the thought of how the social welfare department has played a role in delivering services 
to the customers. Thus, the varying age ranges would be presenting the differences in perception that can represent 
comprehensiveness of the research. Therefore, it can be assumed that, most of the vulnerable and disadvantaged 
groups in Perak were inclusively within ages ranging from 31 to 40 years old.  
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Analysis of Respondent’s Satisfaction 
 
This section is to achieve Objective 3: To evaluate the performance of service delivery by Social Welfare 
Department in Perak towards vulnerable and disadvantaged groups. 
 
The Table is reported for discussion on analysis of  respondent’s satisfaction with the service delivery. 
 
Table 4.2. Analysis of Respondent’s Satisfaction on Service Delivery 
 
Description  Mean Ranking 
Q4. 
Granting services required by clients with the right 
answer at the first attempt 
3.15 1 
Q1.  
3. Giving the right information on the process that is 
required by the customers  
 
3.14 2 
Q2. 
4. Providing services and handling customers’ problems 
within the time scheduled  
3.0 3 
Q3. Providing services as been promised 2.7 4 
*Rating value given in the questionnaire survey form as below: 
 
 
 
 
 
 
In average, the result showed the highest mean score being 3.15 which was in between of satisfactory (score=3) 
and good (score=4). Most of the respondents preferred the sub-service of (Q4: Granting a service require by 
customer with the right process). The finding above showed that, most of the respondents were satisfied with the 
services delivered to them except sub-service of (Q3: Providing services as has been promised) with a mean score 
2.7; situated between less satisfied (score 2) and satisfied (score 3). It can be explained that, disagreement on this sub 
service was due to the delay process, waiting time for the sample’s application to be processed and responded and 
being delayed in receiving their assistances within the time schedule. 
 
The Table is reported for discussion on analysis of  respondent’s satisfaction on customer service aspects. 
 
     Table 4.3. Analysis of Respondent’s Satisfaction on  Customer service aspects 
 
Description Mean Ranking 
Q1. 
Customer feeling safe while dealing with the respective agencies  
 
3.2 1 
Q3. 
Convenient operation hours 
3.0 2 
Q4.  
Services provided achieve your expectation 
2.9 3 
Q2.  
The concept of ”Customer always Rights” and “Customer always First” is applied 
2.9 4 
Q5. 
Overall service Performance 
2.8 5 
 
 
 
Scale  
Excellent  
(5) 
Good  
(4) 
Satisfied 
(3) 
Less satisfied 
(2) 
Poor 
(1) 
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The table above presented the analysis of customer service through service delivery rendered to the vulnerable 
and disadvantaged groups. The preferred sub service was (Q1: Customer feeling safe while dealing with the 
respective agencies) with a mean of 3.2 which described the service being between satisfactory (score 3) and good 
(score 4). The respondents were satisfied with the operation hours with a mean score of 3. Meanwhile, both sub 
service (Q4: Services provided has achieved your expectation) and (Q2: the concept of “Customer is always Right” 
and “Customer  is always the First” is applied) received a mean score of 2.9 which indicated the service being in 
between less satisfied (score 2) and satisfied (score 3). Meanwhile, the overall service performance (2.8) was 
recorded as the lowest mean score inferring that the respondents were still not satisfy with current service delivery 
performances.  
 
The table is reported for discussion on Cross Tabulation of  Respondents’ with different type of impairment 
against the purpose of going to the Social Welfare Department. 
 
 
Table 4.4.  Cross Tabulation of  Respondents’ with different type of impairment against the  purpose  of  going to the Social Welfare Department 
 
Type of impairment Purpose Going to Social Welfare Department 
Advice Complaint Payment Registration Others 
No% No% No% No% No% 
Physical 125 50 85 34.1 0 0 56 22.4 106 42.5 
Visual 15 6 37 14.6 0 0 17 6.9 17 6.9 
Hearing 31 12.3 98 39.0 0 0 0 0 34 13.6 
Normal but received 
another assistant 
79 31.7 30 12.2 250 100 160 63.8 90 35.8 
Cerebral Palsy 0 0  0 0 0 0 17 6.8 3 1.1 
TOTAL 250 100 250 100 250 100 250 100 250 100 
 
The table above showed the distribution of the types of impairment against the purpose of going to the Social 
Welfare Department. Thus, it can be simplified that 50 % (125) respondents with physical impairment visited the 
Social Welfare Department for the purpose of seeking advice. To add, 39% (98) respondents with hearing 
impairment visited the Social Welfare Department for complaints which inferred the existence of dissatisfaction 
among this group which could be due to the communication barrier. 
5. Discussion 
Overall findings illustrate the service delivery performances of government agencies dealing with the vulnerable 
and disadvantaged groups were categorized under satisfactory level. Moreover, there are still components of the 
service delivery which were ranked below the mean score of 3 (three) which represented less than satisfactory level 
among the service recipients. Thus, there is a requirement for service delivery improvement in terms of (i) customer 
service, (ii) Social Welfare Department’s Staff  quality and (iii) overall service performance quality in ensuring the 
government agencies transformation successful. The overall service performances were still less satisfied mainly 
because the vulnerable and disadvantaged groups had not received services as the latter have been earlier promised, 
and the services did not achieve the groups’ expectation. Dealing with the vulnerable and disadvantaged clients was 
challenging as most of them experience difficulty in their life, low self-esteem that could result from diseases, health 
problems, being discriminated against, and hardship6. Thus, the vulnerable and disadvantaged tended to have high 
expectation, to be impatient and be sensitive while receiving the services14. In addition, past studies have indicated 
that the vulnerable and disadvantaged group played a significant role in the social sustainability20.  
This research has provided the findings and wide-ranging discussion pertaining to the service delivery of Social 
Welfare Department towards the vulnerable and disadvantaged groups. Therefore, it has created awareness not only 
for the improvement of the government policies but also among the academician. Thus, it can be suggested that, 
there is a need to improve service delivery while dealing with the vulnerable and disadvantaged groups. 
Additionally, excluding and discriminating negatively against the vulnerable and disadvantaged groups is 
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comparable to denying their rights to enjoy livelihood and to receive equal opportunity in health and wellbeing like 
the rest of the society. 
6. Conclusion 
Taking cognisance of the importance of social security of the less fortunate group of people has become one of 
the indicators to measure the effectiveness and efficiency service delivery practiced by the government which, 
indirectly ensuring social sustainability. In addition, this research has  attempted at  highlighting the issues in service 
delivery pertaining to these less fortunate people and at the same time identifying the relationship between service 
delivery system performed by government agencies and the quality of life in  the context of social sustainability. The 
relationship between local government and civil society always gives a critical impact on government’s policy to 
propagate sustainability of the society. 
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